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Malaysian	 modern	 painting	 was	 established	 in	 the	
1930s	during	British	colonization.	Since	that	period,	
artists	applied	pigments	on	paper	and	canvas,	using	
media	 such	 as	 water	 color,	 oils,	 pastel	 and	 acrylic	
paint.	 With	 the	 advent	 of	 digital	 technology,	 local	
artists	 started	 using	 computers	 in	 their	 art-making	
in	 the	 1980s	 and	 have	 become	 reputable	 since	 the	
Digital	 Collage	 exhibition	 in	 1988.	 In	 the	 context	 of	
art,	 digital	 painting	 is	 an	 extension	 of	 the	 painting	
concept	which	refers	to	new	forms	involving	various	
types	of	digital	data	including	vector	or	raster	image,	
text	 and	 sound.	 Digital	 painting	 is	 created	 through	
hardware	 and	 software	 in	 virtual	 and	 physical	
appearances.	 Similar	 to	 any	 form	 of	 art,	 digital	
painting	tells	about	the	product,	the	process	and	its	
nature.	Although	digital	painting	exists	 two	decades	
ago,	there	is	a	lack	of	acceptance	and	understanding	
on	 the	 subjects.	An	 art	 historical	 study	will	 become	
a	major	reference	for	the	development	of	Malaysian	
art.	 Consequently,	 this	 study	 aims	 to	 trace	 the	
chronology	of	 the	development	of	Malaysian	digital	
painting.	The	stylistic	and	contextual	issues	including	
its	formalistic	format,	media,	themes	and	styles,	and	
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Customer	 satisfaction	 is	 very	 important	 to	organization	
in	order	to	keep	the	customer	loyal	to	the	company.	The	
research	 of	 customer	 satisfaction	 have	 been	 focusing	
on	 the	 cognitive	 judgment	 theory	where	 the	 feedback	
collected	 from	 the	 customer	 was	 rely	 on	 the	 recalling	
the	 experiences.	 This	 method	 of	 cognitive	 judgment	
in	 measuring	 customer	 satisfaction	 have	 a	 problem	
that	 customers	 tend	 to	 rate	 customer	 satisfaction	
survey	 highly,	 as	 the	 cognitive	 judgment	 theory	 rely	
on	 remembering	 of	 the	 experience.	 The	 objective	 of	
this	 study	 is	 to	 propose	 a	 model	 to	 produce	 a	 clean	
input	 dataset	 for	 neural	 network	 classifier,	 to	 propose	
customer	satisfaction	model	that	combining	the	cognitive	
judgment	 and	 emotion	 judgment	 theories	 to	 balance	
the	 customer	 satisfaction	 rate.	 Another	 objective	 is	 to	
construct	and	conduct	the	satisfaction	model	based	on	
the	case	study	done	at	INTEC	and	to	verify	and	confirm	
the	 reliability	 of	 the	 customer	 satisfaction	 model.	
The	 experiment	 was	 conducted	 by	 using	 paper-based	
survey	 to	 collect	 cognitive	 judgment	 feedback	 and	
facial	 expression	 recognition	 analysis	 for	 the	 emotion	
judgment	feedback.	The	data	were	acquired	during	the	
student’s	 registration	 to	 measure	 their	 satisfaction	 on	
the	 registration	 process	 using	 emotion	 judgment	 via	
facial	 expression	 and	 cognitive	 judgment	 using	 paper-
based	 survey.	 The	 clean	 input	 datasets	 were	 run	 into	
neural	network	classifier	and	the	classifier	had	produce	
output	 of	 facial	 expression	 classification	 in	 binary.	 The	
hypotheses	 was	 tested	 using	 statistical	 tools	 and	 it	
found	 that	 there	 is	 no	 relationship	 between	 emotion	
and	cognitive	judgment	survey.	The	gap	of	the	two	type	
of	measurements	 have	 been	 evaluated	 and	 it	 is	 found	
that	emotion	judgment	via	facial	expression	recognition	
survey	could	be	used	as	a	complement	to	conventional	
cognitive	 judgment	 using	 paper-based	 survey.	 The	
research	 concludes	 that	 more	 and	 thorough	 study	
of	 facial	 expression	 recognition	 model	 as	 customers’	
satisfaction	measurement	tools	should	be	explored.	The	
proposed	 customer’s	 satisfaction	 model	 has	 added	 to	
the	body	of	knowledge	in	quality	service	field.
